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or service; Customize it for the specific user-interaction 
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Customer Design Instrument; 
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Probe #12: Function to calculate Net Present Value 



How useful did you find this method of performing this type of calculation? 



Very Useful 
Somewhat Useful 
Neutral 
Not Useful 
Very Unuseful 
No Answer 



50% 
40% 
30% 
20% 
10% 
0% 



12% 
31% 
25% 
18% 
8% 
5% 
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Very Somewhat Neutral Not 
Useful Useful Useful 



Very No Answer 
Unuseful 
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Customer comments: 448 

Please explain how this calculation method helped or hindered your work: 450 

1 Gives a good understanding of the interaction between different financial measures 452 

1 I could experiment with the variables 

2 This is easy to understand 

2 Gave me a better understanding of the numbers 

2 It focused on the key elements so I could think about the sensitivity points 

3 Somehow the method and my numbers were not related. Although I spent time on it, it 
didn't help my decision. 

3 Too easy to miss the big picture because of data overload. Too many numbers to 
manipulate. 

4 There seemed to be more than was necessary. 

4 Should be more instructive 

5 Help! 



No Answer Can see consequences of different assumptions 
No Answer Helped understanding but took too many tries 
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Wait for trigger event (or 
programmed trigger that 
recognizes a specific event) 
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$ead flags from priSt* 
user settings 



Increment/Record counter, timer, 
number of errors, metric, etc. 




Read stored interaction^), 
calculate or branch if appropriate, 
and load correct interaction 
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If user has set flags (such as with 
a control panel), read flags and act 
on them based on user-set 
preferences 
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Load and display the interaction 
based on occurrence of trigger 
event, the correct interaction at 
that point, and user's preferences 
(e.g., user-set flags) for controlling 
interactions 
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UP Module 
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Undo - Workflow Routing 
Question 1 of 1 



Very sure 

You just used Undo. O C 

How sure are you of 
what to do at this point? 

What would help make this clearer? 
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Control Panel 
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Cancel I 



Very unsure 
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Figure 27B 
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Analysis System 



AT THE VENDOR 



Category: Ul accessibility. 
Question: You just used Undo. How sure are 
you ofwhattodo? 

1 - Very sure 
2 -Sure 
3 - Neutral 




Suggestions for "Not Sure": 

4 - Where does "routing 1 ' send this? 
4 - How can I find out who works on this 
next? 
4 -Help! 

4 - Show me a map of who gets this and 
when. 
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UP Module 
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Learning Your Needs 
Question 3 of 6 
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Where did you see the ad(s) that led you to buy this product? 
o Byte o Computer Language 

o Datamation o CASE Trends 

o PC Week o PC Computing 

Control Panel 
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Figure 29B 
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Analysis System 



Category: Customers who bought and installed 
the product within one week. 
Question: Which media worked during the first 
week of sales? 

1- PC Week 176 31% 

2 - Datamation 108 19% 
3 - Computer Language 94 17% 
4 -CASE Trends 72 13% 
5 - Byte 37 7% 
No answer 79 



PC Week 
Datamation 
CompLang 
CASE Trnds 
Byte 
No answer 
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UP Module 
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| | Workflow Routing 



Customer Support Solution 1 of 3 




1 . Display the "Employee Map" that shows users. 

2. To route your document to the proper users, drag and 
drop it on them in the proper order. 

How would you make this clearer in the future? 



Display this solution again? O Yes 0 No 
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AT THE VENDOR 



Category: User needs. 

Question: Percent who want Customer Support 
delivered through the product. 



Do Not 
Want 
Support 




Want 

On-Line 

Support 



Category: Use of on-line Support. 
Question: Percent who use on-line Customer 
Support, ranked by feature. 



Routing 
Scheduling 
Tracking 



1066 



25 50 75 100 



Category: Impact on performance. 
Question: Change in error rates among users of 
on-line Support. 
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To Repair This Immediately 
Offer 1 of 1 




We will start fixing this problem within four hours if you buy 
an on-site service contract at this time. 

Would you like right now: (1) the price and terms of a service 
contract, (2) a way to buy this through your computer, and 
(3) an immediate service call? 

O Yes O No 



Control Panel 
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Figure 31B 
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Analysis System 



Routed by E-mail to the Service Dept : 



Category: URGENT repair needed 
Service Contract Purchased: A customer just 
bought a service contract when a problem 
occurred. AN IMMEDIATE PHONE CALL AND 
SERVICE CALL ARE REQUIRED. 

Customer information: 
Contact: Barbara Loucks, Manager 

Competitive Advantages, Inc. — 

500 New Srategic Way 
Target City, ST 12345, USA 
Telephone: (222) 333-4444 
Fax: (222) 333-5555 



Click here for 

(1) a hardware/software summary, 

(2) an UP Module problem report, and 

(3) user comments. 
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Figure 34A 
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